CLAIMS 

What is claimed is: 

1 1. A method of entering service requests in a help-desk software system, the method 

2 comprising: 

3 using a web browser to select a service request from a set of predefined service requests; 

4 and 

5 creating a case for the service request in the help-desk software system. 

1 2. The method of entering service requests in a help-desk software system as defined in 



U 

02 claim 1 further comprising, before the creating a case step, seeking an approval for the service 

CI 

Ul3 request by way of a web based approval system. 

W 

w l 3. The method of entering service requests in a help-desk software system as defined in 

K2 claim 2 wherein seeking an approval for the service request by way of a web based approval 

m 

jy 3 system further comprises: 



!!I4 sending electronic mail to a person responsible for approval of the service request, the 

5 electronic mail comprising a link to a web based approval system; 

6 selecting one of approval or denial of the request from the web based approval system; and 

7 creating a case for the service request in the help-desk software system only if the service 

8 request is approved. 

1 4. The method of entering service requests in a help-desk software system as defined in 

2 claim 1 wherein using a web browser to select a service request from a set of predefined service 
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3 requests further comprises selecting the service request from the set of predefined service requests 

4 using an online shopping cart system. 

1 5. A computer system for entry of a service request into a help-desk software program, the 

2 computer system having software components comprising: 

3 a web based user interface component, and wherein the web based user interface 

4 component allows a user to select the service request from a list of predefined service requests; 

5 an approval component in data communication with the user interface component, the 

6 approval component seeks approval for the service request if required; 

pj"7 a help-desk software program that tracks service requests; and 

B 

lft8 a help-desk interface component in data communication with the approval component and 

459 the help-desk software program, the help-desk interface component creates cases in the help-desk 

CiO software program. 

g 

Jjjl 6. The computer system as defined in claim 5 wherein the web based user interface 

iy 2 component is further adapted to allow a user to interactively select and hold service requests from a 

3 list of predefined service requests for prospective submission. 

1 7. The computer system as defined in claim 5 wherein the approval component is further 

2 adapted to seek approval for the service request electronically. 

1 8. The computer system as defined in claim 5 wherein the help-desk software program further 

2 comprises a Clarify eFront Office software program produced by Amdocs Ltd. 
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1 9. In a help-desk software environment for tracking service requests, a method of entering a 

2 service request comprising: 

3 accessing a predefined list of available services by way of an internet browser program; 

4 choosing a first service request from the predefined service list of available services; 

5 choosing a second service request from the predefined service list of available services; and 

6 creating a case for each of the first and second service requests in the help-desk software. 

1 10. The method of entering a service request as defined in claim 9 further comprising, before 



1*2 the creating a case step, seeking an approval of at least one of the first and second service requests 

i 

P3 by way of a web based approval system. 

in 



Sjjl 11- The method of entering a service request as defined in claim 10 wherein seeking an 
gl2 approval of at least one of the first and second service requests by way of a web based approval 



jy 3 system further comprises: 

hi 

S34 sending electronic mail to a person responsible for approval of the first service request, the 

ill 

5 electronic mail comprising a link to the web based approval system; and 



6 selecting one of approval or denial of the first request from the web based approval system. 



1 12. The method of entering a service request as defined in claim 1 1 wherein creating a case for 



2 each of the first and second service requests further comprises creating a case for the first service 



3 request in the help-desk software system only if the first service request is approved in the 



4 selecting step. 
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1 13. The method of entering a service request as defined in claim 12 wherein seeking an 

2 approval at least one of the first and second service requests by way of a web based approval 

3 system further comprises: 

4 sending electronic mail to a person responsible for approval of the second service request, 

5 the electronic mail comprising a link to the web based approval system; and 

6 selecting one of approval or denial of the second request from the web based approval 

7 system. 

mi 14. The method of entering a service request as defined in claim 13 wherein creating a case for 

&2 each of the first and second service requests further comprises creating a case for the second 

■fe? a 

%;3 service request in the help-desk software system only if the second service request is approved in 

'gj4 the selecting step. 

fill 15. The method of entering a service request as defined in claim 9 wherein the accessing a 

w 

P2 predefined list of available services, choosing a first service request and choosing a second service 

IV 

3 request further comprises: 

4 viewing at least a portion of the predefined list of available services; 

5 interactively selecting and holding the first and second service requests in an online 

6 shopping cart; and thereafter 

7 submitting the selected first and second service requests. 
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1 16. A method of entering computer related service requests in a help-desk software case 

2 tracking system comprising: 

3 selecting a computer related service request from a list of available service requests, the 

4 selecting in an online shopping cart format; 

5 seeking approval for the computer related service request electronically; and 

6 creating a tracking entry in the help-desk software for the selected computer related service 

7 if the computer related service is approved. 



1 17. The method of entering computer related service requests in a help-desk software case 

fj2 tracking system as defined in claim 16 wherein seeking approval for the computer related service 

W3 request electronically further comprises: 

'il4 notifying a person responsible for approval of the computer related service request that an 

H;5 approval is required by an electronic mail message; and 

f j6 selecting one of approval or denial of the computer related service request by way of a web 

nil based interface. 

5 
m 

1 18. The method of entering computer related service requests in a help-desk software case 

2 tracking system as defined in claim 16 wherein creating a tracking entry in the help-desk software 

3 for the selected computer related service if the computer related service is approved further 

4 comprises creating the tracking entry without human assistance. 
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